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the fear of change. 
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SUMMARY 


Foreword 


It is really a matter of enlightened self-interest. If we do our jobs better, 
smarter and quicker, we are the ultimate winners. How so? Because we 
are all citizens and clients: we want to be served in a professional, timely 
and considerate way. 


Breaking Barriers is a common-sense initiative that has been around in 
agencies and departments for some time. Word of its benefits spread 
and it is now on its way to being a government-wide project. 


What is it all about? In a nutshell, it means losing the roll of red tape, 
challenging the ‘traditional’ way of doing things and working together to 
provide better, faster service. Breaking Barriers helps advance the public 
interest while reinforcing Public Service values and ethical conduct. 


This is the first of a series of progress reports on working smarter and 
giving better service by breaking real barriers and some imaginary ones. 
It is a sample of a lot of ‘good things’. It is a start. The next steps are 
up to you. We want your input and your feedback. 


We are committed to making the system work better, but we cannot 
do it without you! 


Read on to see how you can make a difference ... and THANKS! 


Full report available at http://www.tbs-sct.gc.ca/ : 


(Canada consistently shines 
in international SUIVEYS as 
one of the best countries in 
the world in which to live. 

T his, in no small way, is 
thanks to the excellence of 
our public sector institutions 
and the public servants who 
day in and day out serve 
(Canadians with dedication 


and commitment. 


The Right Honourable 
Jean ChrétienPrime 
Minister of Canada 


Breaking Barriers 


Introduction 


The Council for Administrative Renewal welcomes you to the first 
Breaking Barriers Project. This summary section is one part of the 
Breaking Barriers Progress Report. In addition to this summary, we have 
provided an Annex of detailed items. Both are available on the Internet. 


The purpose of this Progress Report is to share with you real-life 
examples of how public servants are breaking barriers and changing the 
way work is done. This is a continuation of work that has been going on 
across government to advance quality services. It also facilitates related 
initiatives such as the modernization of comptrollership. 


Our goal is to enhance program and service delivery to Canadians. By 
breaking barriers, we’ll show you how we become more client and citizen 
focused. We have seen the results of innovative and cost-effective 
approaches. As you read this summary, you will see our specific 
commitment to this project and that we need your help. 


The Breaking Barriers project committee was established to serve as a 
catalyst to facilitate the breaking of departmental and central agency 
barriers and to encourage a results focus within the Public Service. The 
mandate of this committee is to: 


® facilitate identifying and breaking departmental and central agency 
irritants and barriers; 


M promote among departments and central agencies the concept of 
breaking barriers; 

@ share best practices; 

@ provide explanatory information for departmental and agency policies 
and procedures that are reasonable and useful; and, 

@ report to the Public Service progress on Breaking Barriers. 


To help us carry out our role of facilitator and catalyst, our Breaking 
Barriers team includes an Interdepartmental Working Group. Sub-working 
groups are being created to challenge specific barriers. 


Part of the challenge of breaking barriers is sorting out myth from reality. 
Myths can be barriers that are perceived, not real, for example, when 
individuals have old or inaccurate information about policies or their 
application. By dispelling such myths, we can focus on eliminating 
genuine barriers. 


Full report available at http://www.tbs-sct.gc.ca/ 1 


F. ocusing on people - 
employees committed to 


enhancing service delivery. 


Breaking Barriers 


Delivering public programs and services will always mean working within 
some kind of structure: laws, regulations, guidelines, procedures. But not 
all rules are barriers. Just as we need to separate myth from reality, we 
need to work together to determine which rules are useful and necessary 
and which are not. 


The barrier-breaking examples cited in the detailed annex celebrate over 
forty innovative and creative approaches to resolving traditional problems. 
Three such examples are mentioned below. 


1. Human Resources Policy 
Imagine actually eliminating a policy, for example, the Human 
Resources Planning Policy. It is no longer needed, as human resource 
planning has become an integral component of the business planning 
process. One less reporting requirement adds up to more flexibility, 
time and money for program delivery. 


2. Recognition Program 
How about rewarding initiatives? The recognition program at Human 
Resources Development Canada gives managers the flexibility to 
develop their own tailor-made appreciation initiatives to recognize 
employees. Responsibility for employee appreciation is now where it 
belongs — in the hands of individual managers. 


3. Faster service 
Health Canada is developing a Facilities Help Line direct to Public 
Works and Government Services Canada. Service calls relating to 
such things as temperature levels and electrical and plumbing 
problems will go directly to Public Works and will no longer be routed 
through the existing Health Canada Help Line. Shorter response time 
to service calls, and the decrease in administration, means better 
program delivery. 


These are just three examples among dozens of creative approaches 
being implemented in agencies and departments. Please read on to see 
what this passionate attitude is and how you can contribute. 


What is this Passionate Attitude? 


Celebrate with us the good work in the federal Public Service towards 
providing better program delivery. Better service includes both internal 
and external clients and refers to things ranging from everyday routines 
(answering the telephone, improving a procedure) to more complex 
challenges (revamping a policy, co-locating or providing ‘single-window’ 
service delivery or re-engineering a program). This report demonstrates 
that employees are committed to enhancing service delivery by 
implementing exciting and innovative approaches to their work, while 
respecting Public Service values and ethics. 


Challenging traditions 


by implementing innovative 


work approa ches. 


Cutting red tape! All public 
servants need to get involved 
and take action, and share 


best practices. 


Let us hear your good 
news stories and we'll spread 


the word. 


In the Federal Publiée 


Why is this publication important to you? It is important because it could 
change your work environment. Imagine learning of creative approaches 
that you could implement in your own department. Imagine how you 
could save money and time and find the flexibility you need when juggling 
many competing priorities. Imagine the smiles on the faces of your clients 
because you were able to provide better service. If you can imagine one 
or all of these things, read on. 


We encourage you to share and implement the innovative ideas you 

get from this publication in your own department. Breaking barriers is 
something that everyone can do on his or her own or with a group. Find 
something that you would like to change that would improve your work 
and take action. Removing barriers is not something that needs to be 

a formalized process. It is simply public servants ensuring that program 
delivery is done in the most effective and efficient way, and respecting 
our values and our clients. To effectively break barriers all public servants 
need to get involved and take action. In other words, what individuals 
and groups do on their own complements the work being done by the 
Breaking Barriers working groups. 


We want to hear from you if you have any creative ways of doing work 
that would result in breaking a barrier. For this purpose, please use the 
fax sheet at the back of this publication or you can e-mail us directly at 
barriers.obstacles@tbs-sct.gc.ca. 


We welcome the opportunity to share this important information with 
you and hope you will take a ‘step into the future’ and become a 
participant in the Breaking Barriers team. It is employees, whether 
individually or in groups, working together to make a difference. All 
Canadians win! 


We Want to Hear from You! 


We hope that you enjoyed reading this publication and that you found the 
examples interesting and helpful. We encourage you to share this 
information with your colleagues so that they, too, can be members of 
the Breaking Barriers team. 


We welcome your feedback. First, we want to know whether you found 
this report useful. Second, we want to know if you have any examples in 
your department that would help make future publications just as 
interesting and useful. Some key questions are: 
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@ Is there a departmental or central agency barrier that needs to be 
broken in order to help you achieve results? 


M Do you have any best practices to share? 
MH Do you have any other comments on this report? 


Working together, as individuals or groups, and sharing this information 
will contribute to strengthening the Public Service and enhancing client 
service. Please join us in making a difference. 


Fax this sheet to Breaking Barriers (613) 952-3698 or send your 
comments via e-mail to barriers.obstacles@tbs-sct.gc.ca. 


Comments: 
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